Introduction
• There are many options for getting
student loans today: you can go
through a big company or a small
company; get a federal loan or a
private loan, etc.
• The aim of this research project is to
explore how these factors affect your
satisfaction and to find out if
companies discriminate in any way
based on these factors.
•

•
•
•

Data Processing
The data I used came from the
Consumer Financial Protection Bureau.
The CFPB is an organization that
collects and resolves complaints for
businesses in the financial sector.
I started by collecting and cleaning all
the data for student loans in 2017
This left me with around 16,000
complaints spreads amongst 60
companies.
For all 60 companies, I found out if
they were publicly traded, private, or
governmental organizations.
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2 Biggest Areas – Are They Statistically Significant?
Customer Support
Loan Repayment

• At a 95% confidence level, the difference between federal and private
customer support is statistically significant. Loan repayment is not.
• This makes sense, because I would expect companies to put more resources
in supporting their private loan customers vs. federal, because with private
loans, their reputation is more connected with customer support, whereas
with federal loans, they are merely servicing them, so any negative outcome
would reflect less on them and more on the federal government.

Company Type
• According to the chart, pubic
companies have the most complaints
about loan repayment, but the least
related to customer service.
• This may be because larger publicly
traded companies can afford larger
customer service departments to
handle customer complaints.
• Larger companies may also have
more resources to enforce the terms
of their loans, leading to more
complaints about paying loans back.
Limitations
• Most private companies don’t make
their data available to the public, that
means information like the total
number of private student loans is
impossible to find.
• In order to meaningfully compare
federal and private loans, I used
percentages instead.

